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ABSTRAK  
 
  
Perkembangan pusat kebugaran di kota Surabaya berkembang pesat, 
lokasi strategis seperti di pusat kota yang terkenal di kota Surabaya, tentu saja ini 
berbanding lurus dengan perubahan gaya hidup masyarakat di kota Surabaya yang 
lebih maju dan pandangan gaya hidup yang semakin sehat. Dengan banyaknya 
pusat kebugaran di Surabaya, ini juga mempengaruhi persaingan industri 
kebugaran dalam hal kualitas layanan yang menjadi salah satu faktor yang 
berdampak pada kepuasan pelanggan, yang pada akhirnya dihadapkan pada 
keuntungan meningkatkan kualitas dan kuantitas output. diproduksi. 
Penelitian ini bertujuan untuk menganalisis pengaruh citra merek dan 
pemasaran pengalaman terhadap Loyalitas Pelanggan (mengatakan hal positif, 
merekomendasikan kepada teman, terus membeli) melalui kepuasan pelanggan. 
Penelitian ini dilakukan dengan membagikan kuesioner kepada 150 responden 
member Gold’s Gym Express Surabaya Town Square. Teknik analisis yang 
digunakan adalah structural equation model. 
 
Kata kunci : Brand Image, Experiential Marketing, Customer Satisfaction, 
Customer Loyalty. 
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ABSTRACT 
The development of fitness centers in the city of Surabaya is growing 
rapidly, strategic locations such as the famous city center in the city of Surabaya, 
of course this is directly proportional to the changing lifestyle of people in the city 
of Surabaya which is more advanced and increasingly healthy lifestyle outlook. 
With so many fitness centers in Surabaya, this also affects the competition of the 
fitness industry in terms of service quality which is one of the factors that has an 
impact on customer satisfaction, which in turn is faced with the benefits of 
increasing the quality and quantity of output. produced. 
This study aims to analyze the effect of brand image and marketing 
experience on Customer Loyalty (say positive things, recommend to friends, 
continue to buy) through customer satisfaction. 
This research was conducted by distributing questionnaires to 150 respondents of 
Gold's Gym Express Surabaya Town Square. The analysis technique used is the 
structural equation model. 
 
Keywords : Brand Image, Experiential Marketing, Customer Satisfaction, 
Customer Loyalty. 
 
